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Fall Industry Conference Program Set
The CPE Liaison Subcommittee of
the Members In Industry Executive
Committee is proud to sponsor
the AICPA 1994 Fall National
Industry Conference, October
27-29, 1994 at The New Orleans
Marriott. Immediately preceding
the Industry Conference on October
26th will be the Benchmarking
and Financial Reengineering Con
ference. (See page 4.)
Layne Longfellow
The Fall National Industry
Conference will follow the same
successful format as prior Fall and Spring Conferences.
Over two and one-half days, you can earn up to 21 hours of
CPE credit while sharing experiences with more than 700 of
your fellow industry CPAs.
The featured speakers of this Fall’s conference
include Edith Weiner, a nationally renown futurist who will
share her predictions on the trends of the future as they
affect business and Stuart Varney, CNN’s business news
anchor who will discuss America’s place in the global
economy. To open our conference, Layne Longfellow will
present his moving and enlightening presentation — “Our
Finest Hour: America in the 21st Century Environment.”
In addition to a comprehensive FASB review and cor
porate and individual tax updates, there is a very exciting
program of concurrent sessions from which to choose.

Here is just a sample:
■ The Role of Strategic
Performance Measures in
Business Analysis;
■ Controlling Health Care
Benefit Costs;
■ How to Get More Stress
Into Your Life;
■ How to Successfully
Integrate Your Business and
Finance Functions;
Stuart Varney
REGISTRATION INFORMATION
The registration fee for the conference is $550,
and includes general and concurrent sessions, handout
materials, three continental breakfasts, two luncheons,
refreshment breaks, and a cocktail reception “Out In
the Bayou.” There is a special price of $535 if you
register before September 27, 1994. If three or more
register from the same company at the same time, the
registration fee will be $495 each (that’s more than
10% off the total registration).
There are further discounts if you register for both
the National Industry Conference and the Benchmarking
and Financial Reengineering Conference together. For
more information, call the AICPA Meetings & Travel
Division at 201-938-3232.

Creating a Service Culture in Your Organization
by Peggy Morrow
One of the most important elements of a customer ser
vice program is the establishment of a customer service
culture. If the entire organization doesn’t point toward
the customers and acknowledge them as the focal point
of the whole process, you cannot hope to achieve quality
customer service.
Yes, the interpersonal skills and professional image
of front-line employees are critical for success, but if you
believe that training in these skills alone can guarantee
the success of a customer service program, you are setting
yourself up for failure.
Management must lead the way and everyone in
the organization must understand that it is their job to
take care of the customer or to take care of someone
who does. This is known as the culture of an organization,
and it takes a long time and some basic behaviors and
elements to establish one that is fanatical about serving
the customer.
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Here are some just some of the ways to help create
a customer service culture in your organization.
1. Management must embody the service philosophy of
the company at all times. “Walking your talk” is one
of the most important factors in the eventual success of
any service excellence program. If you can’t practice
what you preach, how can you expect others to do it?
The Home Depot, a firm that is very good at
customer service, indoctrinates everyone, from
the top down, in the importance of the customer.
So when a group of high-level managers is visiting a
store and they see a customer obviously looking for
something, they stop what they are doing and ask, “Are
you finding everything you need?” They realize that
nothing is so important as the customer, not even their
high-level fact-finding trips and meetings. And because
they model the behavior they want, everyone in the
stores eats, breathes, and believes that the customer
comes first.
Continued on page 6
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Environmental Liability! Courses Highlight CPE Course Offerings
Under anti-pollution laws passed in recent decades, businesses
of all sizes face staggering environmentalfinancial and legal
liabilities. These two new AICPA courses have been developed to
help CPAs guide their company’s operations.
NEW! Environmental Liability — Self Study
This course will enable CPA financial managers to recog
nize environmental problems, measure and account for
cleanup costs, and find and apply relevant accounting
guidance.
Course materials include the new AICPA survey of
financial reporting practices, Illustrations ofAccounting
for Environmental Costs, with many examples of how
companies have disclosed environmental liabilities in
their annual reports to stockholders.
Author: Michael Ramos, CPA CPE Credit: 8 hours
Format: 3 Audiocassettes/Workbook (740912CLI) $119.00
Additional Workbook (740913CLI) $69.50

Available 10/1 —Environmental Alert Videocourse
This course shows you the steps that you can take to mini
mize your company’s risk of violating environmental laws
and regulations. Course highlights include: Most frequent
types of environmental violations; areas of inquiry during
a financial audit or review; criminal law implications for
company and individual officers; evaluating your compli
ance program; structuring operations and acquisitions to
minimize the risk of environmental legal liabilities.
Moderator/Author: John S. Guttman, JD
CPE Credit: 8 hours

Format: 1 VHS Tape/Manual (180230CLI) $129.00
Additional Manual (350230CLI) $30.00
Leading the Controller’s Department — Seminar
Enhance your success as a controller or financial
administrator. Here is all the need-to-know on how to
expertly manage personnel as well as financial and tech
nological resources. Written by an experienced CPA
financial executive and noted CPE program developer.
John Purtill, this course will help you become aware of
the litigation traps resulting from interviewing, evaluat
ing and terminating employees. This course also provides
an overview of the Americans with Disabilities Act, the
Family and Medical Leave Act, a discussion of sexual
harassment issues and much more.
Level: Intermediate CPE Credit: 8 hrs.
Other courses you won’t want to miss: Advanced
Cash Management: Maximizing Your Cash Flows, The
Complete Guide to Pension and Profit-Sharing Plans,
Budgeting — Practical Information, Techniques and
Ideas, Today’s Corporate Tax Management Issues for
CPAs in Industry.
These courses are offered across the nation.
For specific dates and locations of the presentations
convenient to you, call 1-800-862-4272, option 4. To
order self study programs: Call 1-800-862-4272 (dept.
#1), fax to 1-800-362-5066, or write the AICPA Order
Department, P.O. Box 2209, Jersey City, NJ 07303-2209.
These courses are also available through your state society.

The CPA Job Bank — An Important New Service for Financial Managers
The AICPA, and more than 35 participating state CPA
societies, announced the establishment of a nationwide
employment referral service on June 1.
Through this service, members seeking new career
opportunities and members looking for new employees
will have access through a toll-free number to the newly
established CPAJOB BANK. According to Jay Rothberg,
AICPA Vice President-Member and State Relations, the
Job Bank was established, “as a result of the AICPA’s
recent survey of its industry members. The respondents
to the survey ranked a national job registry as their
most-sought after new member service.”
Individuals seeking employment who belong to the
AICPA or a participating state society will pay $50 for an
annual listing. Individuals who belong to both will pay
$41. Members who are unemployed or seeking seasonal
employment will pay $32. Confidentiality will be main

tained with no resumes being released without the
member’s prior approval.
Employers seeking CPA candidates will be able
to recruit locally, regionally, or nationally for $250 per
search. All candidates will be pre-screened by professional
recruiters. If a firm conducts two or more searches a year,
a discounted fee is available. Members are encouraged to
inform their company’s Human Resources Department
about this service.
The CPAJOB BANK is being administered byJob
Bank USA. Job Bank USA has been in the employment
referral business since 1987 and has more than 200
professional association clients, including the Society
of Human Resources Management, Institute of Electrical
and Electronic Engineers, American Bar Association,
and National Society of Professional Engineers.
To obtain more information or enroll,
call 1-800-939-1040.

The Financial Manager’s Report is a publication of the AICPA Members in Industry Executive Committee and is mailed four times per year to all AICPA members in
industry as an insert to The CPA Letter. Opinions of the authors are their own and do not necessarily reflect policies of the Institute.
The Committee and Staff welcome your input on ways to make FMR more responsive to your needs. Please address comments in writing to AICPA, Industry Member
Programs, 1211 Avenue of the Americas, New York, NY 10036-8775.
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The Challenge of Fraud
by John J. Hall, CPA

Few issues facing organizations today can cause as much
confusion as fraud. Experts say that fraud is on the rise.
Published reports indicate that fraud related losses often
exceed one percent of revenue. The effect on the bottom
line can be proportionally higher and may materially
effect an organization’s performance.
At the same time, few managers and their organiza
tions are adequately prepared to handle all of the issues
and dangers that fraud presents. An organized approach
to fighting fraud is critical. Every manager must know
what to do — and what not to do — when faced with a
possible fraud situation.

ELEMENTS OF THE FIGHT
The fight against fraud takes place on three levels.
First, organizations must institute a comprehensive fraud
prevention program. This program would include effec
tive screening of new employees, vendors, contractors and
others in accordance with law and contract. It should also
include periodic rescreening of these individuals and
organizations as time passes and circumstances change.
Managers must condition themselves to ask this question
about employees and long-term vendors and contractors
“If I just met this person today, would I put them into the
position of trust which they now occupy?”
In addition, reduction of opportunity through
the existence of effective controls and other measures is
critical. You should make it more difficult for a potential
thief to commit the fraud in the first place. Be sure that
your internal control decisions include consideration of
what kinds of fraud can be perpetrated, and by whom.
Reductions in staffing as a result of reengineering and
downsizing may result in greater opportunity for thieves
to steal because there is less checking of transactions.
Finally, potential thieves must believe that they
will in fact be caught and punished if they should steal.
Publication and open discussion of prior losses is impor
tant. Employees and others want and need to know that
thieves are caught and effectively punished.
The second level at which organizations must be
willing to fight fraud includes timely detection when fraud
does occur. Managers must have knowledge of fraud expo
sures and symptoms within their areas of responsibility.
They must know what can go wrong, and they must know
what it looks like when these problems do occur. They
must be alert for the symptoms and behavior indicators of
wrongdoing, and they must follow through on these signs
to the extent necessary to determine whether the sign
they are looking at is an isolated issue, or one of many.
The symptoms of fraud may be in operating reports,
budget and variance analyses, reconciliations, paid checks
and other documents. Fraud losses may show up in the
form of inventory shortages, credit memos, adjustments
to customer accounts, write-offs, fictitious vendors, fail
ures during production, complaints from customers and
dozens of other ways. The challenge comes from not
over-reacting to these signs, and from getting past the
“I don’t know” stage to the “It does look like a real prob
lem!” stage. Avoid the tendency to explain these signs
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away by assuming “they are probably all right.” The Only
way to know for sure is to follow through on all symptoms
observed. Get past conjecture. Get to the facts.
The third level of the battle against fraud covers the
actual handling of cases which surface. Some of these
issues include: conducting the actual investigation, identi-

ASSESSING YOUR ENVIRONMENT
The key to developing an environment which is hostile
to fraud is to assess your situation. To do so, start with
the questions below. "Yes” answers indicate that you are
probably on the right track. “No” answers might indi
cate an area for immediate attention.
1. Does your organization have a written policy spelling
out action to be taken in case of suspected wrongdoing?
2. Is unacceptable behavior defined in writing in this
policy or in a separate code of conduct?
3. Can concerned individuals report suspected wrong
doing confidentially or without fear of retaliation?
4. Does the organization terminate the employment
of known perpetrators without regard to position,
performance or length of service? Are the cases
reported to law enforcement where appropriate?
5. Does the audit committee or the board require
and receive a written report of all known cases of
wrongdoing?

fying and removing the perpetrator, reporting to law
enforcement and the bonding company, dealing with the
morale and publicity implications that usually accompany
fraud cases, recovering losses through civil suits, and
correcting the control deficiencies that allowed the fraud
to occur. Some organizations can handle most of these
issues, few can effectively handle them all.
We must get the fraud issue into the hands of those
equipped to handle it as soon as possible. Well-meaning
but uninformed managers represent one of the greatest
threats to the effective handling of fraud. They can unin
tentionally expose the organization to legal and other
dangers by taking actions which are not appropriate.

CONCLUSION
In each organization, someone must step up and
take the lead in the fight against fraud. We have presented
some things you can do as a CPA financial manager.
Develop and implement a fraud handling policy which
instructs all employees about their fraud prevention and
handling responsibilities. Organizations with hot lines
have found that these are effective in helping people who
have knowledge of fraud related problems come forward.
Finally, develop the personal and institutional
courage to meet this issue head on. Do not let it remain
hidden in write offs and shortages. Bring it out into the
open where we can fight it.
John Hall is a consultant with Courtenay Thompson &
Associates ofDallas. He specializes in fraud prevention, detection
and handling seminars for managers and auditors. He will be
a featured speaker at the Fall National Industry Conference.
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Management Accounting Executive Committee Announces Fax Survey Results
In the March/April issue of the FMR, the Management
Accounting Executive Committee (MAEC) published a fax
survey to collect information about you and your company,
and the management accounting concepts and practices that
you use in your work. Over 850 member's responded to this
survey, indicating a strong interest in the efforts of the
Committee. Following are some of the highlights of the survey
results, along with some information on the Committee's
interpretation of what these results mean.

Current State of Management Accounting
The survey attracted a high percentage of respondents
in leadership positions in the accounting and finance
function. Fully 85% are in management roles in the
finance area, with another 10% in key management
positions that are not directly related to finance.
Sixty percent of the respondents say they are very
involved in strategic decision-making for their compa
nies, yet most are relying on the “old tools” of financial
management to a great extent: 33% use planned/
standard costing, 63% are focused on budgeting to
a great extent, and 46% employ variance analysis as a
primary tool. If we include companies that use these
tools to at least a moderate extent, the percentages
climb to 59%, 87% and 77%, respectively.
The use of non-financial performance measures
(NFPM) is rapidly gaining acceptance, with 71% respond
ing that NFPM are used to at least a moderate extent in
conjunction with financial measures of performance.
During the 1980s, finance departments were greatly
expanded to analyze how well or poorly a company was
doing. The trend of the 1990s is for corporate “right
sizing” at the expense of finance department staff and
support. The study results indicate that 50% of the
respondents report about the same or fewer resources
(employees, office space, computer support) within the
last five years.
With respect to technical management accounting
issues, such as Activity Based Costing (ABC), what we
learned was no surprise to the MAEC: ABC is not a big
seller with the business community. In fact, it can be
termed as a non-event of the past with 85% of the
respondents indicating that their companies had not
adopted ABC. On the other hand, ISO 9000 may be
termed an event of the future. To date, only about 5000
companies in the U.S. have become certified in ISO
9000, but 47% of the respondents that are not currently
certified note that their companies plan to become
ISO 9000 certified in the near future.
Comments provided by the respondents were

very revealing, and indicate that change is coming fast.
Many of you commented that greater computer usage
has resulted in fewer people in the accounting and
finance function but that the quality and professional
qualifications of employees has increased. On the
other hand, through the AICPA/The Hackett Group
Joint Benchmarking Study of Finance we learned that
accounting managers spend up to two-thirds of their
time on transaction processing, rather than decision
support or control and risk management. If lower-level
employees are being replaced with high-level employees,
and transaction processing is not yet highly automated,
then there must be an increase in the amount of time
spent by management employees on transaction
processing activities. This trend toward non value-added
activities concerns the MAEC.

Challenges Facing CPA Financial Managers
When asked about the greatest challenge faced
in management accounting, there were several recur
ring themes. Among them: (1) managing cash flow,
(2) maintaining the quality of information reported to
management with a smaller finance staff, (3) eliminating
information overload — identifying the value-adding
information for different levels of users, (4) providing
accurate information on a timely basis, and (5) keeping
up with technology.
These comments from survey respondents tell us
two things: (1) the MAEC is on the right track in its belief
that long overdue changes are taking place in manage
ment accounting and that the profession is facing
important challenges that could threaten its existence
if it does not respond aggressively, and (2) the AICPA
should be leading the profession in adapting to these
changes at the risk of becoming victims of the changes.
The survey also told us that you need help in “keep
ing up,” specifically with: (1) changing tax regulations
at the federal and state levels, (2) new FASB statements
and AICPA statements of position, (3) national issues
such as health care reform, (4) the alphabet soup of
acronyms: ADA, ISO, TQM, IRS, DOL, EDI, EFT, etc.,
and (5) doing business globally.
We’ll be telling you about some new MAEC projects
and Industry Member programs to give you that help in
future issues of the FMR.
Meanwhile, we would be happy to have additional
input from you. Please address your comments to:
John F. Morrow, CPA, Director - Management Account
ing, American Institute of CPAs, Harborside Financial
Center, 201 Plaza Three, Jersey City, NJ 07311-3881

AICPA Benchmarking and Financial Reengineering Conference
On Wednesday, October 26 at the New Orleans
Marriott the Management Accounting Division is spon
soring a full day program that will give you the tools to
become a change agent for your company’s efforts to
achieve greater productivity and profits. Beginning with
an overview of how to benchmark 27 varied finance
functions, this program will show you how to develop a
best practice vision, build an effective reengineering
4 ■ AICPA/September 1994

proposal and sell change to senior management. The
last two hours of the conference will be devoted to
roundtable sessions that will allow participants to share
their questions, concerns, and experiences with each
other and with our panel of experts.
Details are on page 12 of the Fall National Industry
Conference Brochure. Call AICPA Meetings & Travel at
201-938-3232 for the brochure and registration information.
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Your Department’s PC Investment: Discovering Economic Leverage
by Jack C. McClure
Are you getting full value from your computers in your
own department? Is your investment too high? Or too
low? Do you know how to tell?

The Key is Relationship
Minimizing the costs of technology will not
necessarily produce improved economics. Instead,
the route to the highest benefits is through an under
standing of the relationship between technology costs
and other costs, and knowledge of how technology is
used to enhance the productivity of other assets (which,
for financial departments, means people assets).
This relationship between technology and other
costs can be illustrated by taking a small financial depart
ment, with a typical 70% of a total budget of $1 million
reserved for personnel costs. As we will demonstrate
later in this article, 3% or $30,000 is a typical annual
budget for technology in such a department. We believe
that a wise use of technology would be to double the
technology budget, which nonetheless would remain a
very small piece of the pie. In this scenario, a very rea
sonable expectation is that the department should see a
headcount reduction (through normal attrition), which
will more than cover the additional $30,000 technology
Example Costs for a 15-Person Financial Department
(All New Equipment)
# of
Units
Equipment:
Desktop PCs (486/66)
Portable PCs (486SL)
Printers —
LaserJet 4 Plus
Printers —
Individual Laser or Inkjet
FAX/Modem Boards
Tape Backup
LAN File Server
LAN cards
LAN cabling and installation
Miscellaneous equipment

Unit
Cost

Total
Purchase
Cost

Annual
Upgrade
Costs

12
3

$1,850
2,400

$22,200
7,200

$2,220
720

7

1,450

10,150

508

4
3
1
1
16
Site
15

500
100
800
4,000
125
1,500
200

2,000
300
800
4,000
2,000
1,500
3,000

0
0
0
400
0
150
300

$53,150

$4,298

$1,647.65

$358.13

372.05
2,019.70
134.65

358.13
23.88

675
1,200
4,200
1,250
3,000
4,500
2,250

203
360
1,2600
375
900
1,350
675

$17,075

$5,123

Total Equipment
Monthly lease cost —
(36 months, 3.1%/month)
Maintenance reserve
0.7%/month (Hardware)
Total Per-Month Costs: Equipment
Per-Person Equipt. Cost

Software:
DOS 6.X
15
Windows 3.1
15
Lotus Suite: 1-2-3, Approach, etc 15
WordPerfect for Windows
5
Supp. Accounting Software
Site
Utility & Other Programs
15
Network Software
15

$2,377.83
$158.52
45
80
280
250
3,000
300
150

Total Software
Monthly/lease amortization
(48 months, 2.4%/month)
Total Per-Month Costs: Software
Per-Person Software Cost

$836.68
$55.78

$409.80
409.80
27.32

$426.88
426.88
28.46

Total Per-Person Costs:
Equipment & Software

$214.30

$161.97

$52.33

Figure 1.
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investment, plus experience a boost in productivity for
the remaining workers of 10%.
The main point here is this: personnel costs are the
great majority of costs in financial groups, and technol
ogy is very small in comparison, so using this leverage
wisely yields substantial improvement.
Recent AICPA survey data showed that technology
costs ranged from 2% to 5%. We believe these percent
ages are also typical of company financial departments.

Example Costs for A Financial Department
Figure 1 shows example costs for a for a 15-person
financial department. In this figure, we’ve used costs of
all new equipment, as a highest-cost scenario. To convert
a capital cost to a monthly cost we’ve used a factor of
3.1% per month for a commercial lease, with a 36-month
term. In addition to the purchase of the equipment, you
will have maintenance expenses (we’ve used 0.7% per
month). And you’ll be upgrading most of the items
during their useful lives, so we’ve used a factor of 10%
of purchase cost for a yearly upgrade budget during
the 3 years (the lease factor assumes 100% replacement
after 3 years). The result in Figure 1 is about $160 per
person per month for equipment.
Software costs include a budget for upgrading to
newer versions, for which we’ve assumed 30% annually
on most packages. We’ve used a four-year life on soft
ware, since financial executives typically change software
less frequently than we replace hardware.
The result shows hardware, software, maintenance
and upgrades (HSMU for short) of about $215 per per
son per month. For most financial departments, who are
still using some equipment that is fully depreciated and
software that is fully amortized, a more representative fig
ure is $150 per person per month or less. As a final check
on the percentage of technology costs to total budget,
Figure 2 shows a sensitivity analysis. Total budget (notjust
personnel costs) divided by number of staff ranges from
$4,000 to $7,000 per month in this figure.
Total Costs
per Staff
Member
$4,000
5,000
6,000
7,000

$100
2.5%
2.0%
1.7%
1.4%

Computer Costs
Per-Person Per-Month
$150
$200
3.8%
5.0%
3.0%
4.0%
2.5%
3.3%
2.1%
2.9%

$250
6.3%
5.0%
4.2%
3.6%

Figure 2.

These examples put the costs in context; the range is
from under $150 to perhaps $250 per month. Any way you
look at it, these costs are very low compared to people costs.
Our major investment should be in people. We
deliver competent services, and we want the best profes
sionals we can afford. Since we have these great people,
we want them to have effective tools so that they can be
most productive. And with technology so inexpensive
and potentially productive, that’s where leveraged
economic benefit occurs.
Continued on page 6
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Creating a Service Culture

Continued from page 1

2. Management must make the measurement of service
quality and feedback from the customer a basic part
of all employees’ work experience. And this informa
tion must be available and understood by everyone,
no matter what their level. The entire organization
must become obsessed with listening to the voice of
the customer.
3. Management must be very clear about specifying
exactly what behaviors constitute excellent customer
service. And you must do this with both your
external and internal customers.
The US Post Office has posters proclaiming that
their standard of service is to help each customer in
five minutes or less. And tacked to each terminal is the
acronym, “GIST.” This helps to remind them that the
parts of the service interaction are to greet, inquire,
suggest and thank.
4. Management must make sure that everyone receives
recognition for the things that are going well. Don’t
make the mistake of only mentioning the poor per
formance areas; reward employees for what they are
doing well and involve them in brainstorming ways to
improve things that are not.
5. Management must create a large “WIIFM” (What’s
in it for me?”) for exhibiting excellent customer

Your Department’s PC Investment

Budget #1

Total

Budget #2

$700,000
30,000
270,000

70%
3%
27%

$640,000
60,000
270,000

66%
6%
28%

$1,000,000

100%

$970,000

100%

Per-Person Costs:

15 Staff People

13 Staff People

Personnel
Technology
All Other

Annual
$46,667
2,000
18,000

Monthly
$3,889
167
1,500

Annual
$49,231
4,615
20,769

Monthly
$4,103
$385
$1,731

Total

$66,667

$5,556

$74,615

$6,219

Per-Person Costs for Equipment & Software:
Per-Person Costs available for training:

$214
$171

Figure 3.
In Figure 3, we’ve continued our example of
doubling the technology budget. Staff attrition reduces
the staff from 15 to 13, and we’re able to pay the remain
ing 13 people a higher average salary. The per-person
per-month technology budget goes from $167 to $385.
So if our hardware, software, maintenance and upgrades
are $215, this leaves $170 per person per month available
for training and development. And this is where the
major opportunities for increased productivity lie.
The Financial Manager’s Report

Peggy Morrow is a professional speaker and training consultant
and will be a presenter at the Fall National Industry Conference
in New Orleans. She may be reached at 800-375-1982.

Continued from page 5

Doubling the Technology Budget
Many successful companies have adopted a budget
that doubles their technology investment. Sometimes
it’s a one to three-year commitment to “catch up,” other
times it’s a longer-term commitment when they see the
economic impact.
Personnel
Technology
All Other

service behaviors and keep the idea constantly in the
forefront. This is why your recognition and reward
program is so important in achieving a true customer
service-oriented culture. Make it worth their while to
give excellent customer service.
Don’t think it always has to be a cash reward.
Extra time off or an article in the company newsletter,
a plaque awarded at a special recognition dinner,
tickets to events tied to an employee’s interests, or a
simple written note are all ways to reward the kinds of
behaviors you want to see more of.
6. Management must establish policies that are
“customer friendly” and that show concern for
the customers. Eliminate all routine, rigid policies
and guidelines. Knock yourself out to be a company
that is easy to do business with.
7. Remove those employees who do not exhibit the
behaviors necessary to please customers. One of the
strongest messages you can give about the importance
of customer service is to terminate those employees
who are not customer focused.

Training and Development
Probably the biggest single mistake made by financial
departments is failing to provide first-class staff training.
This is not only a disservice to the staff people, it’s bad
economics, as shown by these figures.
The options available for the delivery of technology
training range from individual self-study courses to
on-site training led by outside instructors or your own
trained staff, to more expensive customized training
packages. The technology itself allows for great flexibility
and economy. For example, you can receive remote
training, with the instructor in another city or state, and
conducting the class by using a modem and a speaker
phone. Several of these options can be combined to
comprise a well thought-out training plan.

Conclusion
Understanding the economics of your technology
investment will form the foundation for more profit
able decisions.
Technology is a very small percentage of total costs,
and the principal cost (70% or so) is people. That’s the
way it should be, with people as our major assets. And,
since this cost relationship is so disparate, there is great
opportunity to leverage small technology costs into big
personnel efficiencies in financial departments.

Jack C. McClure is Editor-in-Chief of The QUANTUM PC
Report for CPAs. This article is based on his upcoming presen
tation at the Fall National Industry Conference in New Orleans.
A package of materials on this topic (audiotape, outline and
diskette) is availablefor$l 9 by calling 1-800-325-8858.

AICPA/September 1994 ■ 6

